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ITIL 4
ITIL 4 is a service management framework that helps

organizations align IT services with business goals and

improve service delivery.

What it is

ITIL 4 is a service management framework that helps organizations optimize their information technology (IT) operations

to deliver consistent, value-driven services while supporting risk management and regulatory compliance. The

framework provides structured guidance for aligning IT services with business objectives, fostering continual

improvement, and increasing organizational resilience.

Published by AXELOS, ITIL 4 is widely adopted by IT professionals, service providers, and compliance teams across

industries. It covers key areas such as service strategy, service design, incident management, change control, and

continual service improvement. By integrating principles like governance, risk management, and operational resilience,

ITIL 4 supports organizations in navigating complex technology environments.
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Why it matters

Strengthen service governance Establish structured oversight of IT services to ensure alignment with business strategies

and regulatory requirements.

Enhance operational resilience Promote robust incident, change, and problem management processes that reduce the

likelihood and impact of disruptive events.

Support regulatory compliance Facilitate the documentation and standardization of IT processes to meet audit expectations

and industry-specific regulations.

Improve risk management Enable systematic identification and mitigation of IT-related risks to protect organizational assets

and critical services.
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How SmartSuite supports ITIL 4

Service Catalog and Ownership

Define services, owners, SLAs, and

dependencies in one connected

workspace.

Incident, Problem, and Change

Workflows

Run ITIL-aligned workflows with clear

routing, approvals, and audit trail.

SLAs, Queues, and Operational

Metrics

Track SLA performance, backlog health,

and trends with real-time reporting.

Knowledge and Standard Operating
Procedures

Centralize KB articles and SOPs linked to

tickets and recurring issues.

Asset and Configuration Visibility

Connect assets and configurations to

service workflows for faster resolution.

Continuous Improvement Tracking

Capture improvement ideas, prioritize

work, and prove outcomes over time.

Common framework mappings

COBIT 2019 ISO/IEC 20000-1 ISO 27001:2022 ISO 27002:2022

Official resources

AXELOS ITIL 4 Framework

Defines the structure and key components of ITIL 4 for IT service

management.

axelos.com/best-practice-solutions/itil

AXELOS ITIL 4 Foundation Guidance

Outlines foundational principles and practices for implementing ITIL

4 in organizations.

peoplecert.org/browse-certifications/it-governance-and-service-

management/ITIL-1/itil-4-foundation-2565

AXELOS ITIL 4 Update Information

Provides official updates and revisions to the ITIL 4 framework.

peoplecert.org/browse-certifications/it-governance-and-service-
management/ITIL-1

AXELOS ITIL Practices Guidance

Describes detailed implementation guidance for ITIL 4 practices in IT

service management.

peoplecert.org/browse-certifications/it-governance-and-service-

management/ITIL-1

Frequently asked questions

What is ITIL 4 used for?

ITIL 4 is used to improve IT service management by establishing standardized processes and controls that align IT operations with

business objectives. It focuses on delivering value-driven IT services, managing operational risk, and supporting regulatory

compliance through best-practice frameworks.

Is compliance with ITIL 4 mandatory or certifiable?

ITIL 4 itself is not a legal or regulatory requirement, nor is there a certification for organizations; however, individuals can achieve ITIL

4 certification to demonstrate knowledge. Organizations may choose to adopt ITIL 4 to support compliance with internal policies,

regulatory mandates, or in response to customer requirements.

What is the scope of ITIL 4 for organizations?

ITIL 4 applies to organizations of any size or industry seeking to optimize their IT service delivery and governance. Its flexible

framework allows organizations to tailor adoption levels, ranging from specific practices like incident management to enterprise-wide

integration of the Service Value System.

What are the key concepts or required artifacts in ITIL 4?

Key concepts in ITIL 4 include the Service Value System (SVS), Service Value Chain, guiding principles, and the four dimensions of

service management. Required artifacts often include documented processes, governance structures, risk registers, incident and

change records, and continual improvement initiatives.
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How does ITIL 4 support regulatory compliance and risk management?

ITIL 4 embeds governance, risk management, and security controls across its service management practices, helping organizations

map IT processes to regulatory requirements. By formalizing change control, incident response, and service continuity, ITIL 4 reduces

audit gaps and improves defensibility during compliance assessments.

How does ITIL 4 relate to other frameworks like ISO/IEC 20000 or COBIT?

ITIL 4 is complementary to frameworks such as ISO/IEC 20000, NIST, and COBIT, often serving as the operational foundation for IT

service management and control mapping. Organizations can integrate ITIL 4 with these standards to strengthen their compliance

posture and streamline audit processes.

What ongoing activities are required to maintain ITIL 4 effectiveness?

Maintaining ITIL 4 effectiveness requires regular process reviews, monitoring of service level agreements (SLAs) and key performance

indicators (KPIs), continuous risk assessments, and evidence-based audits. Continual improvement cycles must be conducted to

identify weaknesses and address changes in the regulatory landscape.

How would SmartSuite support ITIL 4?

SmartSuite can support ITIL 4 by enabling organizations to map ITIL practices to control libraries, maintain risk and incident registers,

and manage policies with linked compliance evidence. Automated workflows streamline change and incident management, while

dashboards enhance compliance tracking, audit readiness, and reporting on service metrics and regulatory controls.

License included / downloadable: No ITIL 4 is published by AXELOS. Access to the full framework documentation typically requires purchasing

official publications or training materials. License not included with platform

Full framework page and mappings: smartsuite.com/frameworks/itil-4-information-technology-infrastructure-library
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